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ABSTRAK 
 
PENGARUH FAKTOR INTERACTIVITY, TRANSACTION, DAN 
FULFILLMENT TERHADAP OVERALL SATISFACTION PADA 
LAYANAN ONLINE SHOPPING 
 
 Tujuan penelitian yang ingin dicapai adalah: menguji dan 
menganalisa pengaruh interactivity terhadap overall satisfaction pada 
layanan online, menguji dan menganalisa pengaruh transaction terhadap 
overall satisfaction pada layanan online, menguji dan menganalisa 
pengaruh fulfillment terhadap overall satisfaction pada layanan online. 
Manfaat penelitian yang didapatkan adalah memberikan masukan dalam 
usaha untuk meningkat kepuasan pelanggan, memberikan tambahan 
pengetahuan kepada penulis mengenai overall satisfaction dari penggunaan 
situs online, dan sebagai  referensi untuk penelitian selanjutnya. 
Variabel penelitian ini meliputi variabel bebas dan variabel terikat. 
Variabel yang diposisikan sebagai variabel bebas adalah: interactivity, 
transaction, dan fulfillment. Sedangkan variabel terikat adalah overall 
satisfaction. Teknik analisa data yang digunakan adalah regresi linier 
berganda. 
Temuan dalam penelitian ini bahwa interactivity, transaction, dan 
fulfillment secara signifikan mempengaruhi overall satisfaction pada 
layanan online shopping sehingga tinggi rendahnya interactivity, 
transaction, dan fulfillment menentukan tinggi rendahnya overall 
satisfaction. Sifat pengaruh ini adalah positif artinya bahwa ketika 
interaction, transaction, dan fulfillment naik maka overall satisfaction juga 
akan naik dan demikian pula sebaliknya. 
 
Kata kunci: Interactivity, Transaction, Fulfillment, Overall satisfaction 
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ABSTRACT 
 
 
INFLUENCE FACTORS OF INTERACTIVITY, 
TRANSACTION, AND FULFILLMENT OF THE OVERALL 
SATISFACTION AGAINST ON ONLINE SHOPPING SERVICES 
 
 
 Research objectives to be achieved are: test and analyze the 
influence of interactivity on the overall satisfaction in online services, test 
and analyze the influence of transaction on the overall satisfaction in online 
services, test and analyze the influence of fulfillment on the overall 
satisfaction in online service. The benefits obtained research is to provide 
input in an effort to increase customer satisfaction, provide additional 
knowledge to the author about the overall satisfaction of using online sites, 
and as a reference for further research. 
The variables of the study include the independent variables and 
the dependent variable. Variables that are positioned as independent 
variables: interactivity, transaction, and fulfillment. While the dependent 
variable is overall satisfaction. Data analysis technique used is multiple 
linear regression. 
The findings in this study that interactivity, transaction, and 
fulfillment is significantly affecting overall satisfaction in the online 
shopping services, so that the level of interactivity, transaction, and 
fulfillment determine the level of overall satisfaction. The nature of this 
influence is positive it means that when a interactivity, transaction, and 
fulfillment rise, overall satisfaction also rises and vice versa. 
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